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1. [bookmark: _Toc172304921]Research Rationale 
International hotels play a vital role in the hospitality industry, significantly contributing to the global economy. Consequently, cultural diversity has become a significant challenge faced by the hospitality industry's workforce management. Cultural diversity has been identified as a significant factor affecting service quality (Kunwar et al., 2024). Thus, it becomes essential to understand and manage it effectively within work to enhance service quality and customer satisfaction (Baum et al., 2007). In other words, cultures are heavily relied upon in shaping perceptions regarding hotel experiences and service quality (Zhang, Li, and Law, 2015; Sonawane, 2020). Miguel (2024) suggests that hotels should embrace different cultures due to their importance in determining how customers perceive service quality and satisfaction.

In recent years, eminent scholars have risen to the challenge and defined service quality as it is impacted by cultural diversity in hospitality. Fida et al. (2020) described service quality as the ability of a specific company or sector to provide the required services. Qaiser Danish et al. (2018) note that service quality is the comparative function that compares customers' expectations to the service delivered. Tabaku and Cerri (2016) defined service quality as a type of long-term assessment. Based on these definitions, the most popular is that described by Qaiser Danish et al. (2018). That said, it is noteworthy that cross-cultural influence on the perception of service quality and its sustainability by the hospitality industry in British and international hotels is viewed by guests as interacting with an economic transaction (Sharma, 2019). Therefore, for proper customer relations management, the hotel staff must know about the connection between culture and consumer behaviour (Minh et al., 2015; Shafiq, Mostafiz, and Taniguchi, 2019; Tefera and Govender, 2016; Tsiotsou, 2019). Despite the efforts to ensure this, employees in the service industry still constantly face demographic, linguistic, and service attitude challenges and demands that are rapidly transforming and impacting workforce culture (Scheible, 2017; Suwarto, Pforr, and Volgger, 2024). As such, a lingering question is how cultural diversity can impact superior and quality service in international hotels.

The hotel industry is international in nature and characterised by a culturally diverse workforce and a globally diverse clientele (Baum, 2007). Cultural diversity among hotel staff can encourage creativity, improve problem-solving skills and provide a greater understanding of different clientele needs. However, it also creates challenges such as communication barriers, different service expectations and potential conflicts (Mattila, 1999). The aim of this research is to investigate the impact of cultural diversity on international hotel service quality and to identify both the opportunities and challenges associated with it. Understanding how diversity affects service quality and guest satisfaction is crucial for hotel management seeking to enhance their operations and ensure high levels of customer satisfaction. Cultural diversity among international hotel staff has a significant impact on service quality and guest satisfaction (Chen and Chen, 2010). Although managing a culturally diverse workforce presents challenges, the benefits of improved communication, innovative problem solving, and improved guest service often outweigh the difficulties. By implementing effective training programs, promoting an inclusive work environment, and maintaining consistent service standards, hoteliers can leverage cultural diversity to deliver superior service and achieve high levels of guest satisfaction. The impact of cultural diversity on international hotel service quality is an important area of ​​research in the hotel industry (King and So, 2015). As globalisation increases, hotels often employ staff from different cultural backgrounds, which can affect both service delivery and guest satisfaction. Below, we examine how cultural diversity among employees affects these aspects, based on relevant academic references. Hotels have the potential to create a culture of cultural awareness through employee training, which can improve customer service by promoting understanding and respect for diverse cultures (Salih and Jang, 2019). 
 
The globalised world brings specific challenges to addressing cultural differences and the expectations of foreign guests in the hotel business because culture influences customers' perceptions of operational service quality and satisfaction. Previous studies have shown the significance of cultural factors in the hotel business environment because the definition of service quality and customers' expectations differ for people from different cultures (Vujić, Sekulić, and Cvijanović, 2020; Walters et al., 2021). However, most prior research only compares Eastern and Western cultural values, courtesy, and efficiency. Apart from that, there is little information on cultural diversity and its impact on service quality as part of customer service (Aggabao and Castillo, 2016). As such, it becomes pertinent to conduct a more extensive analysis of other facets of cultural characteristics, including dimensions such as power distance, avoidance, individualism, and uncertainty, to evaluate the perceived service quality. This research proposal seeks to fill this gap by focusing on the effects of cultural diversity on service quality among international hotels. The justification for this research stems from a desire to gain recent knowledge on the role of cultural diversity in service quality in the hospitality industry.


2. Key Literature/Issues/Debates
Cultural diversity refers to the diversity of cultural or ethnic groups within a society. In the hospitality industry context, it includes diverse backgrounds of both employees and guests (Cox, 1994). This diversity can lead to increased creativity and innovation, but it also requires effective management to avoid potential conflicts and misunderstandings (Cox and Blake, 1991). Cultural diversity in international hotels is an important factor that affects service quality. A diverse workforce brings different perspectives and skills, which can foster creativity and problem-solving skills (Page, 2007). However, it can also create challenges such as communication barriers and differences in service expectations. In this research, we use different theoretical frameworks and empirical studies to examine the impact of cultural diversity on international hotel service quality (King and Smith, 2010). 

Hotel Service Quality  
Hotel service quality is measured using various dimensions such as reliability, responsiveness, security, empathy and tangibles (Parasuraman, Zeithaml and Berry, 1985). High quality service is crucial customer satisfaction and loyalty.

The Impact of Cultural Diversity on Service Quality
Previous research suggests that cultural diversity can have both positive and negative effects on service delivery. On the positive side, different cultural perspectives can improve problem solving and innovation (Cox and Blake, 1991). However, they can also cause communication barriers and misunderstandings, which can lead to poorer service quality (Mattila, 1999). 

Theoretical Framework 
Hofstede's theory of cultural dimensions: This framework helps us understand how cultural differences affect behaviours and interactions in the workplace (Hofstede, 1980). Hofstede's cultural dimensions offer a useful structure for comprehending and dealing with the challenges presented by cultural differences (Hofstede, Hofstede, and Minkov, 2010). Organisations and individuals can enhance their interactions and effectiveness in a globalised world by acknowledging and honouring cultural diversity. This model highlights the significance of being culturally aware and adaptable in order to achieve successful interactions with people from different cultures (Earley and Ang, 2003). 
[bookmark: _Toc172304922]Cultural Intelligence (CQ): This concept refers to an individual's ability to function effectively in a culturally diverse environment. Cultural intelligence is becoming increasingly important in a world that is more interconnected. It combines expertise, planning, motivation, and implementation, allowing people to thrive and achieve their goals in different cultural settings. Individuals and organisations can improve their communication, relationships, adaptability, and overall effectiveness in multicultural settings by cultivating Cultural Intelligence (Earley and Ang, 2003). 


3. Research Aims and Objectives and Research Questions
The current study examines the effect and relationship between cultural diversity and hotel guests perceived and expected service quality from international hotels. Specific objectives include:
· To establish which cultural factors most apply to assessing customer service quality in international hotels.
· To analyse how cultural factors influenced customer perceptions of hotel services regarding reliability, assurance, responsiveness, and empathy.
· To give recommendations on what can be done to improve the quality of the services offered to guests from culturally diverse backgrounds.

Hypothesis
The proposed study hypothesises that cultural diversity positively impacts service quality in international hotels.

Preliminary Literature Review
Many scholars have endeavoured to identify the contemporary state of literature on the effects of cultural diversity on delivering quality service in the hospitality industry. For example, Khorsheed and Saleh (2024) and Kunwar et al. (2024) posit that cultural diversity can enhance service quality by bringing various perspectives and skills to the hospitality sector, improving organisational performance and customer satisfaction. Saeed et al. (2021) note that service quality positively correlates to customer satisfaction. Kumar and Samtani (2021) and Nurcahyo, Fitriyani, and Hudda (2017) affirm the assertion, noting that culture influences customer satisfaction and service quality and leads to customer loyalty. Next, Islam et al. (2020) found a significant relationship between service quality practices and customer satisfaction in international hotels. Baum et al. (2007) suggest that students' perceived educational readiness and professional reliability enhance cognitive diversity and hotel service quality.

Additionally, the cognitive diversity style of hospitality students has been shown to positively impact service quality and organisational performance standards in seasonal hotels (Anastasiou, 2020). Daskalaki (2016) asserts that employees pay particular attention to excellent customer service as one of the most critical organisational values and cultures. Aggabao and Castillo (2016) note that diversity training is needed to understand the needs of different cultures and broaden intercultural competencies. Similarly, Kunwar et al. (2024) also emphasise the importance of adopting a corporate culture that is receptive to and appreciative of cultural diversity through educational and training programs. Legrand, Chen, and Laeis (2022) and Nguyen and Malik (2022) emphasise that one must continue training and educating the employees who work in the organisation across different levels to meet the requirements of sustainable practice. According to Jauhari (2014), consumers' knowledge and attitudes towards services influence industry standards, particularly because cross-cultural differences are vital in sustainable hospitality. Miguel (2024) notes that cultural diversity and communication can enrich customer experiences and improve service quality when managed effectively. Parsa and Narapareddy (2015) discuss the core aspects of sustainability and social responsibilities in the hospitality industry, emphasising the importance of ensuring sustainable management of touristic cultural assets for the industry. Lam, Cheung, and Lugosi (2021) argue that cultural intelligence strongly correlates to customer satisfaction, and Manoharan, Gross, and Sardeshmukh (2021) note that cultural diversity has informational advantages in the hospitality industry.

However, there are also challenges associated with cultural diversity, such as communication barriers and differing perceptions of service quality among guests from various cultural backgrounds (Vujić et al., 2020). For instance,' culture influences evaluations of perceived service quality, highlighting the huge contrast between domestic and international guests in Mediterranean hotels (Šerić, 2018). Hawkins and Bohdanowicz (2011) point out several barriers, such as the cost of change, resistance to change, and training. In summary, cultural diversity has the potential to influence service quality positively. However, it also presents challenges that require careful management and effective communication strategies. 

To investigate the impact of cultural diversity on service quality in international hotels and identify strategies to effectively deal with cultural diversity to improve service quality. The presence of cultural diversity in international hotels has a notable effect on the quality of service, bringing about various advantages and difficulties. Hotels can improve service quality and increase guest satisfaction by utilising strategies such as cultural awareness training, communication skills development, inclusive leadership practices, flexible service standards, and the formation of cross-cultural teams to leverage the benefits of diversity (Cox, 1994). 

Research Objectives
1. To investigate the relationship between cultural diversity and service quality in international hotels (Hao and Goodall, 2008). 
2. Identify the challenges and opportunities posed by cultural diversity in hotel service delivery (Deery and Jago, 2015). 
3. Suggest strategies to effectively address cultural diversity to improve service quality (Gibson and Stanko, 2020). 
Research Questions 
Based on gaps in the correlation between the effects of cultural diversity on service quality in international hotels, the study seeks to answer the following questions:
· Which of the cultural dimensions affects the customers' impression of service quality in international hotels?
· What role does culture play in determining the clients' satisfaction level with different service aspects in a hotel?
· How do cultural factors correlate with service quality assessments in international hotels?
· How does cultural diversity among hotel staff affect the quality of service in international hotels? Having a diverse cultural background among hotel staff enhances the quality of service by promoting understanding, improving communication, encouraging creativity, and nurturing a culture of respect. Nevertheless, it is important to have proper management practices and training in place to fully benefit from cultural diversity while also dealing with potential difficulties.
· What are the main challenges and opportunities associated with cultural diversity in the hotel industry? Although there are obstacles like communication issues and cultural misinterpretations that come with cultural diversity in the hotel sector, there are also great chances to improve customer service, inspire creativity, and stay ahead of the competition in international markets. Fostering and efficiently handling cultural diversity can enhance business success by establishing inclusive atmospheres that meet the varied needs and expectations of guests from around the globe (Gudykunst and Kim, 2003). 
· What strategies can international hotels use to leverage cultural diversity to improve their service quality? 
· International hotels can leverage cultural diversity to improve their service quality by implementing the following strategies:
· Cultural Awareness Training: Provide comprehensive training programs that educate staff about different cultures, customs, and communication styles. This training should emphasise cultural sensitivity, understanding, and respect to enhance interactions with guests from diverse backgrounds.
· Multilingual Staff: Hire multilingual staff members who can effectively communicate with guests in their native languages. This not only facilitates smoother interactions but also demonstrates a commitment to accommodating diverse linguistic preferences.
· Diverse Staff Representation: Ensure diversity in the recruitment and retention of staff across various cultural backgrounds. A diverse workforce brings different perspectives and insights that can enrich service delivery and enhance guest satisfaction.
· Customised Service Offerings: Tailor service offerings to reflect and respect diverse cultural preferences and expectations. This may include providing culturally appropriate dining options, amenities, and activities that cater to specific guest demographics.
· Cross-Cultural Team Collaboration: Foster teamwork and collaboration among staff members from different cultural backgrounds. Encourage open communication, mutual respect, and appreciation for diverse viewpoints to enhance problem-solving and service innovation.
· Feedback and Adaptation: Solicit feedback from guests about their cultural experiences and preferences. Use this feedback to adapt and improve service standards, ensuring they align with the diverse needs and expectations of international clientele.
· Cultural Events and Celebrations: Organize cultural events, festivals, or themed evenings that celebrate diversity and showcase different cultural traditions. This not only enhances the guest experience but also promotes cultural exchange and understanding among staff.
· Leadership Commitment: Ensure that leadership demonstrates a commitment to cultural diversity by integrating diversity initiatives into the hotel's mission, values, and strategic objectives. Leadership support is crucial for fostering an inclusive and supportive organizational culture.
· Measurement and Evaluation: Establish metrics and benchmarks to measure the effectiveness of cultural diversity initiatives on service quality. Regularly evaluate guest satisfaction levels, employee engagement, and operational performance to identify areas for improvement.
· Continuous Learning and Improvement: Encourage continuous learning and professional development opportunities for staff to expand their cultural competence and adaptability. Provide resources such as workshops, seminars, and cultural immersion experiences to enhance staff skills and knowledge.
By implementing these strategies, international hotels can effectively leverage cultural diversity to create inclusive environments, enhance service quality, and ultimately, improve guest satisfaction and loyalty (Kusluvan et. al, 2010). Including a variety of cultures in providing services is advantageous in hospitality industry because different viewpoints and problem-solving methods from a culturally diverse team can result in more creative solutions to service-related problems. Exposure to diverse cultures can enhance staff members' ability to adapt and effectively handle unforeseen circumstances or unique guest requests. Guests may feel more at ease and appreciated when they encounter staff members who have similar cultural backgrounds or speak their native language. Having a variety of employees can lead to a positive and inclusive environment, ultimately enhancing the overall experience for guests. However, miscommunications can occur between staff and guests or among staff due to variations in language proficiency and communication styles. Additional training may be required to ensure that all staff members are skilled in the primary language of communication and comprehend cultural subtleties. Cultural differences can create conflicts between staff members if not handled properly.

4. Proposed Paradigm and Methodology

Research Design
Over the years, research projects have been underpinned by methodological research paradigms such as positivism and post-positivism, constructivism, interpretative, transformative, emancipatory, critical pragmatism, and deconstructivity (Bickman and Rog, 2009; Saunders and Thornhill, 2019). As such, the proposed study will deploy neo-positivist and positivist philosophies based on deductive and inductive research approaches. Notably, the research will adopt a mixed-method approach, combining quantitative and qualitative data collection and analysis to understand the research problem comprehensively (Bickman and Rog, 2009; Leavy, 2020). The quantitative phase will involve a cross-sectional survey (Bickman and Rog, 2009). and based on the following key variables:
· Cultural dimensions (power distance, individualism, uncertainty, avoidance, long-term orientation, masculinity/femininity);
· Perceptions of service quality (empathy, responsiveness, reliability, and assurance);
· Customer satisfaction.

All the collected survey data will be subjected to statistical analysis and multiple regressions to establish the association between cultural factors and service quality evaluation (Bickman and Rog, 2009). On the other hand, the qualitative phase will include semi-structured interviews (Bickman and Rog, 2009; Leavy, 2020). The interviews will explore the following topics:
· Challenges in accommodating and addressing the diverse guests;
· Best practices and strategies to facilitate and improve service delivery;
· Policies, practices, and training concerning cultural diversity awareness among staff.

The analysis will use thematic analysis to get to the root causes of the issues and code to capture multiple meanings and their relationships (Bickman and Rog, 2009; Leavy, 2020; Nowell et al., 2017).

1. Strengths and Weaknesses of the Mixed-Method Approach
Using a mixed-methods approach and data collection and analysis techniques has strengths and weaknesses relevant to the proposed study. Foremost, a mixed-methods approach provides a robust framework that includes quantitative and qualitative methods, presenting a sound picture of a complex research problem (Blackham, 2022; Häberle et al., 2021). Employing a cross-sectional survey helps the researchers gather information from diverse global hotel guests, thus increasing the study's external validity (Ghadamgahi and Ghafournia, 2024; Hands, 2022). Moreover, semi-structured interviews with the hotel's managers and employees provide an understanding of the real-life issues and measures associated with cultural diversity within the hotel sector (Moser and Korstjens, 2018).

Due to its shortcomings, a cross-sectional survey might not be accurate as it does not encompass the dynamic aspects of service quality perceptions and cultural influence over time (Hill et al., 2023; Lee and Smith, 2012). Additionally, qualitative interviews can be biassed, and limitations inherent in the participants' perspectives can influence them, affecting data credibility (Hung et al., 2024). Lastly, according to Chenail (2014), quantitative and qualitative data collection and analysis processes are time-consuming and resource-intensive.
2. Paradigm
The paradigm proposed for this research is pragmatism. Pragmatism focuses on practical solutions and results and is appropriate for a study aiming to develop feasible strategies to address cultural diversity in international hotels (Creswell and Plano Clark, 2018). 
3. Methodology 
This research will adopt a mixed-method approach combining quantitative and qualitative data to gain a comprehensive understanding of the impact of cultural diversity on service quality. 

Data Collection and Data Analysis
During data collection, the research participants will be travellers with diverse cultural backgrounds, hotel managers, employees, and staff members working in culturally diversified environments. The sampling technique will use convenience sampling to access guests at chosen international hotel properties and purposive sampling, which targets managers and personnel exposed to culturally diverse clients (Matthew, Barron, and Hodson, 2019). The inclusion criteria for this study would include visitors who have stayed at an international hotel and staff from various cultures who have completed online surveys. The exclusion criteria will involve guests who have not stayed at an international hotel and employees who have not completed the online survey. The data collection procedures for this research will include using a cross-sectional online survey targeting international hotel guests and in-depth interviews conducted with frontline staff of different hotels (Choi, Oh, and Colbert, 2015).

Furthermore, different survey tools, including culturally sensitive, reliable, and valid measures, will be used to evaluate service quality and customer satisfaction levels (Liang, Xue, and Zhang, 2021). Also, the semi-structured questions will be used to ask questions about difficulties, approaches, and other constructive measures of cultural diversity and service quality in the hotel industry (Carter et al., 2008). Subsequently, the study findings will be evaluated via descriptive and inferential techniques. Noteworthy statistical data analysis will include t-tests and ANOVA, among other methods.
Survey: A structured questionnaire is distributed to hotel staff and guests in various international hotels to measure their perceptions of service quality and cultural diversity. The survey uses a Likert scale to rate different aspects of service quality and the degree of cultural diversity (Saunders, Lewis and Thornhill, 2019). 
Qualitative Data Collection 
Interviews: Semi-structured interviews are conducted with hotel managers and staff to gain deeper insights into the challenges and benefits of cultural diversity. The interviews explore personal experiences, perceptions and strategies used to manage diversity in the workplace (Kvale and Brinkmann, 2015). 

5. Evaluation of Methods 
Advantages 
Quantitative methods: provide generalizable data and allow statistical analysis to identify trends and relationships (Creswell and Creswell, 2017).  
Qualitative methods: provide deeper insight and understanding into complex issues and capture individual experiences and perceptions (Denzin and Lincoln, 2018). 
Disadvantages 
Quantitative methods: lack depth and context and may not capture nuances in the effects of cultural diversity (Creswell and Creswell, 2017). 
Qualitative methods: analysis can be time consuming and difficult and self-reported data may be subject to bias (Patton, 2015). 




6. Effective methods/tools for data collection 
1. Survey 
· Design: Structured questionnaire with Likert scale items. 
· Distribution: Online platform like Google Forms. 
· Analysis: Statistical software like SPSS for data analysis. 
2. Interview 
· Design: Semi-structured interview guide. 
· Conduct: Personal or virtual interviews via Zoom or Microsoft Teams. 
· Analysis: Thematic analysis using qualitative data analysis software such as NVivo. 
[bookmark: _Toc172304923]Key Areas of Focus
Customer Demographics
· Nationality and country of origin
· Languages spoken
· Cultural preferences and needs
Staff Diversity
· Ethnic and cultural backgrounds of employees
· Languages spoken by staff
· Cultural competence training programs
Cultural Programs and Services
· Availability of culturally diverse food options
· Multilingual services and information
· Culturally specific amenities and entertainment
Inclusive Policies and Practices
· Non-discrimination policies
· Cultural sensitivity training for staff
· Partnerships with culturally diverse organizations
Feedback and Satisfaction
· Guest satisfaction surveys focused on cultural inclusivity
· Reviews and ratings on cultural diversity
· Employee feedback on workplace diversity
[bookmark: _Toc172304924]Sources of Data
Hotel Websites and Brochures
· Information on services and amenities
· Statements on diversity and inclusion policies

Travel Review Platforms
· Reviews on TripAdvisor, Booking.com, and Expedia
· Guest experiences related to cultural inclusivity
Industry Reports and Surveys
· Reports from hospitality industry organisations
· Surveys conducted by tourism and hospitality research firms
Social Media
· Posts and reviews on social media platforms
· Influencer reviews and travel blogs
Interviews and Questionnaires
· Conducting interviews with hotel managers and staff
· Sending questionnaires to guests and employees
[bookmark: _Toc172304925]Example Data Collection Approach
Identify Target Hotels and Resorts
· Selection of a range of hotels and resorts across different regions of the UK
Collect Information Online
· Visiting hotel websites and gathering information on cultural diversity initiatives
· Analysing guest reviews on travel platforms
Conduct Surveys and Interviews
· Creating and distributing surveys to guests and employees
· Arranging interviews with hotel management to discuss diversity practices
Analyse and Compile Data
· Compiling data into categories (guest demographics, staff diversity, etc.)
· Using qualitative and quantitative analysis to identify trends and patterns
Report Findings
· Creating a detailed report highlighting key findings
· Including recommendations for improving cultural diversity and inclusivity
[bookmark: _GoBack]
7. Resource Implications and needs 
 Time and Cost Estimates:
· Time: 2-4 weeks for initial planning and designing the research framework.
· Cost: £1,000 - £3,000 (for consultant fees or research planning tools).
[bookmark: _Toc172304926]Existing Research:
Sources: Academic journals, books, and industry reports on cultural diversity, service quality, and international hospitality.
· Cost: Access to academic databases may require subscriptions, typically £500 - £1,000.
· Time: 4-6 weeks for thorough literature review and synthesis.
Surveys: Design and distribute surveys to hotel guests, staff, and management.
· Cost: £1,000 - 5,000 for survey tools and distribution.
· Time: 6-8 weeks (design, pilot testing, distribution, and collection).
Interviews and Focus Groups: Conduct interviews with hotel staff and managers, and focus groups with guests.
· Cost: £5,000 - £15,000 (interviewee incentives, recording equipment, transcription services).
· Time: 8-12 weeks (arranging, conducting, and analysing interviews).
Selection and Analysis: Identify and analyse specific case studies of international hotels.
· Cost: £3,000 - £8,000 (access to case study information, travel if necessary).
· Time: 6-12 weeks.
Tools: Software like SPSS, R, or Python for quantitative analysis.
· Cost: £800 - £2,000 for software licenses or data analysis tools.
· Time: 4-6 weeks.
Qualitative Data: Analyse themes from interviews and focus groups.
· Cost: Included in overall qualitative research costs.
· Time: 4-6 weeks.



8. Resource Time Plan

1. Project Planning
Scheduling for resource and time plans during a project is inevitable for practical and smooth execution (Suresh and Sivakumar, 2019). In this regard, resource considerations will include financial support for survey administration, participants' reimbursement, and transport and accommodation for interviews. Notably, permission from the chosen international hotel properties will be required to compile the necessary data. The project will be split into four phases under the proposed study's time plan. The first phase will take two months and consist of a literature review, research design, and instrument development. Phase two will span four months, with quantitative and qualitative data collection and analysis objectives. Phase three, data analysis, will take about two months, combining findings, formulating a conceptual framework, and making recommendations. Finally, phase four will require one month, and the activity will entail publishing the research outcomes in academic journals or an industry report.



2. Approval Statement/Ethics Statement
Research ethics standards are compulsory; thus, the study will apply for approval from the research institution's Institutional Review Board (IRB) to ensure that all the recommended ethical standards are followed per the law (Beskow et al., 2012). This step protects participants' rights and well-being as per IRB approval. Furthermore, participation will be voluntary, and participants will sign an informed consent form before completing the online questionnaire. The informed consent ensures that all the respondents (managers, hotel guests, and staff) agree to participate and to the study guidelines (Downes, Kelly, and Westmarland, 2014). Additionally, the study will observe anonymity and strict confidentiality throughout the process to ensure that participants' identities are concealed (Surmiak, 2020). The study will also respect the participants' welfare, where the research does not put the participants through any physical, psychological, or emotional stress (Bos, 2020). Lastly, according to Choi et al. (2015), investigators will ensure that they adopt skills and approaches that are culturally sensitive to honour the participants' cultural beliefs throughout the research process.

3. Costs 
	Survey platform subscription
	£100

	Survey participant incentive
	£200

	Interview transcription service
	£200

	Travel costs for face-to-face interviews
	£500



4. Hours
	Literature review and survey design
	2 months

	Data collection (survey and interviews)
	3 months

	Data analysis
	2 months

	Writing and revision
	3 months

	Final submission
	1 month



5. Task duration 
	Literature review
	2 months

	Survey design and pilot testing
	1 month

	Data collection (survey and interviews)
	3 months

	Data analysis
	2 months

	Writing and editing
	3 months

	Final submission
	1 month

	Total duration
	12 months
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9. Ethical Considerations 
[bookmark: _Toc172304928]• Informed Consent: All participants will be informed of the purpose and procedures of the study and their right to withdraw from participation at any time. Written consent must be obtained before participation (Bryman, 2016). 
[bookmark: _Toc172304929]• Confidentiality: Participants' identities and responses will be kept confidential and used for research purposes only. Pseudonyms will be used to protect the identities of interviewees (Creswell and Poth, 2018). 
[bookmark: _Toc172304930]• Data protection: Data will be stored securely and treated in accordance with data protection regulations such as the General Data Protection Regulation (GDPR). The GDPR marks a significant change in organisations' approach to personal data, focusing on transparency, responsibility, and safeguarding individuals' privacy rights. By adhering to GDPR regulations, businesses can prevent costly penalties and enhance customer trust while also enhancing their data management procedures (Voigt and Bussche, 2017). 
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